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Russelectric custom engineers 
every power control system 
to specific customer requirements 


"When we upgraded our Russelectric 
system , we wanted SCADA to monitor 
and control our old gear as well as the 
new. A canned package would have 
meant kluging something together. 

Russelectric custom SCADA 
integrates our entire system. . . 
not just the new equipment , ." 


At Russelectric, special requirements or unusual 
designs are not interruptions of our business... 

they are our business. 

Russelectric specializes in using proven technologies 
and components in innovative ways to satisfy even 
the most exotic customer requirements. Well never 
compromise on quality, safety, or performance. And, 
above all, well never ask our customers to settle 
for less than exactly what they want. 

Independently owned and operated, Russelectric 
has only one goal. . . to take care of our customers. 


1 - 800 - 225-5250 

www.russelectric.com 


ScWae/ecfrtc 

Power Control People You Can Rely On 


www.EGSA.org 


Powerline • January/February 2007 



Contents 


Volume 42, No. 1 • January/February 2007 


Columns 

From the Top 7 

All Things Being Equal. 

Education 8 

Changing of the Guard. 

Codes & Standards 10 


Revising the NEC for 2008. 



Features 

Candler Building Rebounds from Hurricane 14 

New On-Site Power equipment serves to breathe new life into an historical 
building in Baltimore, MD. 

If Customers Are Your Business, 

Why Is It So Hard To Stay "Customer-Centric?" 21 


Chris Hart discusses customer relations ahead of his opening keynote address 
for the 2007 EGSA Annual Spring Convention. 


Departments 

Opportunities Calendar 5 

Association and industry events. 

Index of Advertisers 6 

Who’s who in this issue of Powerline. 

EGSA News 12 

Updates on Association activities. 

EGSA Membership Application 27 

It pays to be a member of EGSA! 

Job Bank 32 

Looking for a new job? 

Industry News 36 

The latest reports. 

New EGSA Members 38 

See who’s just joined EGSA. 




On the Cover: Baltimore's historic 
Candler Building has rebounded from 
Hurricane Isabel, thanks to new On-Site 
Power equipment; page 14. 


Powerline • January/February 2007 


www.EGSA.org 


3 




Be safe at any speed. 



ABB low voltage circuit protection. 

Because performance always matters, quality protection 

A is essential. ABB delivers with a full range of low voltage 
products. . . including Tmax and Isomax industrial 
molded case circuit breakers and Emax low voltage 
power circuit breakers from 15A to 5,000A. These breakers redefine size-to- 
performance ratios for maximum flexibility, featuring the industry’s lowest I 2 t 
with the highest interrupting capacities in the smallest space. As a global leader in 
circuit breakers, our field-installable accessories and trip units are available with 
communication and metering capabilities that meet international standards 
(UL, CSA, IEC, CCC) . To see how reassuring leadership can be, visit 
www.lvpinfo.com/4. 


ABB Inc. 
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Events Calendar 


Conferences 

^ EGSA 2007 Annual Spring Convention 

March 18-20, 2007; Savannah, GA 

The Association’s Annual Convention of Members. Speakers 
will cover business and technical aspects of On-Site Power 
Generation and current industry trends. For additional infor- 
mation, visit www.EGSA.org or call (561) 750-5575. 

^ EGSA 2007 Fall Technical & Marketing Conference 

September 16-18, 2007; Maui, HI 

Speakers will cover business and technical aspects of On-Site 
Power Generation and current industry trends. For information, 
visit www.EGSA.org or call (561) 750-55 75. 

Schools 

g^EGSA On-Site Power Generation School 

San Diego, CA Feb. 26-March 2, 2007 

Baltimore, MD April 23-27, 2007 

Minneapolis, MN July 16-20, 2007 

Atlanta, GA October 22-26, 2007 

New Orleans, LA December 10-14, 2007* 

The most complete overview of an On-Site Electric Power Gen- 
eration System available anywhere today. Now offering Continu- 
ing Education Units (CEUs)! For information, visit www.EGSA. 
org or call (561) 750-5575. 

*To be held concurrently with POWER-GEN International 


Industry Trade Shows 

POWER-GEN International 2007 

December 11-13, 2007; New Orleans, LA 

The world’s biggest show for power generation, featuring the 
EGSA On-Site Power Pavilion. For exhibit information, contact 
EGSA at (561) 750-5575, ext. 205 or e-mail Jalane Kellough at 
J. Kellough@EGSA. org. 

POWER-GEN Middle East 2007 

January 22-24, 2007; Manama, Bahrain 

The Mideast’s biggest show for power generation. For more infor- 
mation, visit www.power-gen-middleeast.com.. 

POWER-GEN Asia 2007 

September 4-6, 2007; Bangkok, Thailand 

Recently combined with China Power, this event is one of 
Asia’s biggest power generation shows. For information, visit www. 
powergenasia. com. 

EGSA Members: List your meetings here; fax your information to (561) 
395-8557. 


Look for more industry events in our up-to-date 
calendar on the web at www.EGSA.org 


Berthold Electric's 


Generator Connection Cabinet 


Portable generator connection made quick and easy! 


Berthold Electric's Generator Connection Cabinet provides a convenient outdoor 
station to quickly and easily connect a portable generator to a facility's electrical 
power distribution system. 

• Rent a portable generator only when you need it 

• Share a single generator among multiple locations 

The low cost of our Generator Connection Cabinet now makes backup power 
affordable for a wide variety of applications: 




Critical Power 

Back up permanent on-site generator(s) 
for N+1 (or more) redundancy in case of 
generator maintenance or failure. 

• Telecommunications 

• Hospitals 

• Data centers and web hosting facilities 

• Any facility with its own on-site 
generator 


Essential Power 

Use a portable generator as your 
backup power source. 

• Schools 

• Manufacturing 

• Office and high-rise buildings 

• Any facility that has an occasional 
need for backup power 



1900 W. Carroll Avenue, Chicago, Illinois 60612 
Phone: (800) 657-6650 
Email: info@bertholdelectric.com 


Berthold Electric — The Power to Deliver 


Visit us online at www.bertholdelectric.com 
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Gary Kidwell 
2007 EGSA President 


From the Top 


All Things Being Equal 


I t is my distinct honor and pleasure to serve again 
as President of the Electrical Generating Systems 
Association. These are exciting times for our Asso- 
ciation, and I am proud to be a participant in some 
of the best work this group has ever done. 

Thanks to prudent policies and skillful past 
leadership, EGSA is not only a solid, thriving or- 
ganization — it’s also a growing organization. The 
seeds so carefully sown by my predecessors — the 
On-Site Power Schools, the Generator Technician 
Certification program and the Continuing Educa- 
tion program — are rapidly growing into strong, 
viable endeavors. These programs are bringing 
record growth to EGSA and helping our group to 
expand across the range of the industry even as we 
reach out to extend services and benefits to our 
members. 

Things are going well for our industry, too. 
Current forecasts indicate that world oil prices 
will be relatively stable for the next 15 years as 
new supplies come online. Natural gas and coal, 
likewise, are expected to remain steady. Why is 
this important? It’s an indication that the cost of 
manufacturing — at least in terms of energy con- 
sumption — should remain steady as well. In other 
words, to paraphrase Mark Twain, reports of the 
death of fossil fuels have been exaggerated. 

However, that does not mean we should con- 
tinue doing business as usual with no mind for the 
future. Alternative fuels such as bio-fuels and etha- 
nol are expected to increasingly support and sup- 
plant traditional fuels as oil supplies dwindle in the 
face of rising energy demands. Several traditional 
diesel gen-set manufacturers have already begun to 
branch out and try their hand at applying alterna- 
tive fuels to traditional On-Site Power Equipment 
or even researching and developing completely 
new sources of On-Site Power. 

These moves are not so much visionary as they 
are common sense. It has been reported that 2006 
was the warmest year on record and that 2007 
will be even warmer. Regardless of whether global 
warming is due to our use of fossil fuels, the fact 


remains that global warming can and will put 
upward pressure on energy demand. As energy 
demand continues to rise, it brings pressure to 
bear on energy suppliers. Since the national grid 
is admittedly out of date and already overtaxed, 
it stands to reason that power consumers will 
increasingly pay a premium for dependable, high- 
quality and cost-effective energy. This, of course, is 
the engine that is driving our marketplace today. 

On-Site Power Equipment manufacturers and 
distributors who can keep their eye on the indus- 
try’s long term trends and measure its ongoing 
pulse will be best positioned to move into the next 
generation of On-Site Power. 

One of the best ways you can be a part of that 
next generation is to educate yourself about the 
industry and participate in shaping its future direc- 
tion by attending the EGSA 2007 Annual Spring 
Convention. Education has always served as the 
vanguard of our Association, and there are few 
other venues currently available to provide you 
with such a focused perspective on the On-Site 
Power Industry. In addition, EGSA’s structure 
of Committees, Council and Board of Directors 
affords you, as an individual, with a unique and 
valuable opportunity to contribute to the industry 
and help guide it in what you believe to be the 
most profitable direction for all. 

You can End complete information about the 
Spring Convention — and even register online — on 
our newly redesigned web site at www.EGSA. 
org. Announcements concerning the Spring Con- 
vention — including a 16-page informational bro- 
chure complete with registration forms — have 
been mailed to the EGSA Membership and to 
over 4,000 other On-Site Power professionals. We 
expect to have a strong showing in Savannah in 
March, and I look forward to seeing each of you 
there. ■ 
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George Rowley 
EGSA Director 
of Education 


Education 


"Changing of the Guard" 
for the Education Committee 


M ichael Pope recently announced that he was 
stepping down as the Education Commit- 
tee Chairman, effective December 31. Mike also 
expressed pleasure that Dennis Roundtree had 
agreed to step forward and assume the Chairman’s 
duties and responsibilities. 

In keeping with the association’s values, Mike is 
a firm believer that periodic changes in leadership 
are a good thing and has said that, “New leaders 
bring new ideas and perspectives and prevent 
staleness. Importantly, my move enables others 
to take advantage of leadership opportunities and 
to contribute to the association and its programs.” 
Mike assumed the Chair’s responsibility in 2003 
and has overseen several major projects during his 
tenure including the revision and upgrading of the 
On-Site Power Generation Schools and the devel- 
opment of the CEU program. 

Dennis is a veteran committee member and 
has served as the co-Chair for several years. He 
assumes his new responsibilities at a time when 
the Education Committee and many volunteers 
embark on a series of very ambitious plans and 
goals for the future. For example, work will soon 
begin in earnest on the 5 th Edition of On-Site Power 
Generation: A Reference Book and we are actively 
involved in creating a two-tiered on-site power 
school that will consist of a “Basic” school and an 
“Advanced” school. 

Help Needed 

Dennis welcomes members who want to share 
some of their knowledge and expertise and chal- 
lenges them to get involved in the many Education 
Committee projects. Because we need valuable 
input from those who might not have the op- 
portunity to attend conventions, attendance at 


committee meetings is not necessary for committee 
membership. Committee business is conducted 
throughout the year via e-mail and conference calls 
through various sub-committees. 

If you have questions about education commit- 
tee projects and wonder how you can participate, 
please contact George Rowley, Director of Educa- 
tion at G.Rowley@EGSA.org. 


Certified Technician Logo Items 

The EGSA Electrical Generator Systems Tech- 
nician Certification program continues to gain 
ground and we are pleased with the response to 
this important program. Visibility is a critical ele- 
ment of the program. Technicians who have passed 
the certification test will want everyone to know 
that they have achieved a high level of proficiency 
and their employers should be able to increase 
their competitive advantage as well. Therefore, we 
are in the process of developing 
logo items that will achieve 
these ‘visibility’ goals. The 
logo items will be avail- 
able in the very near fu- 
ture so watch this column 
in Powerline magazine and 
our web site for details and 
ordering information. ■ 
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Custom Designs for Consulting Engineers 
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answer With over 30,000 projects completed worldwide. we- have the expertise 
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needs, give us a call. 
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Codes & Standards 



Herb Whittall 


EGSA Technical Advisor 


Revising NEC for 2008 


T he October, 2006 issue of the NEC (National 
Electric Code) Digest, which is distributed by 
the National Fire Prevention Association (NFPA), 
contains a good article on “Residential Standby 
Power Systems.” It is subtitled “Growing Depen- 
dence on Household Electronics Spells Growth 
for Backup Generators, But This is No Do-It-Your- 
self Project.” The article’s concluding paragraph 
should be of interest to all EGSA members. It 
states, “A power outage for an hour or two can be 
inconvenient and life will go on. But the longer 
the power is out the more costly and potentially 
dangerous the situation becomes. Outages due 
to natural disasters, insufficient installed capacity 
and an aging infrastructure are driving awareness 
just as economic factors are making generators an 
increasingly cost effective solution for homeown- 
ers across a broad swath of demographics. Make 
no mistake about it; the market is there. It is just a 
matter of successfully tapping into it.” 

The ISO is revising Standard 8178 -Reciprocat- 
ing Internal Combustion Engines- Exhaust Emissions 
Measurement. So far Section 2 -Under Field Condi- 
tions and Section 4 -Steady State Test Cycles for Dif- 
ferent Engine Applications have come up for a vote. 
EGSA votes as a member of the SAE TC 70 U.S. 
Committee. 

The various NEC panels met in Redondo Beach, 
CA after Thanksgiving to review all the comments 
generated from committee actions on the Propos- 
als for Change to the 2005 NEC last January. 

I sit on Panel 13, which covers Articles 445: 
Generators ; Article 690: Solar Photovoltaic Systems ; 
Article 692: Fuel Cell Systems ; Article 700: Emer- 
gency Systems: Article 701: Legally Required Standby 
Systems ; Article 702: Optional Standby Systems and 
Article 705: Interconnected Electric Power Production 
Sources. 


Panel 13 had 188 proposals that we considered 
in January, 2006 for the 2008 version of the NEC. 
Obviously, we did not satisfy the people who sent 
in the 188 proposals or the Technical Correlat- 
ing Committee of NFPA with the work we did in 
January as we had 267 comments to review at our 
meeting. One problem is that the technology for 
Photovoltaic Systems and Fuel Cells changes so 
quickly that those sections are essentially rewritten 
every three years; they generated about half of the 
comments. 

The other subject that generated about 110 
comments was “Selective Coordination.” 

It was interesting to hear the manufacturers’ 
presentations both pro and con, but also to hear 
from the IBEW (International Brotherhood of Elec- 
trical Workers) and an electrical contractor who 
sat next to me. They were both firmly in favor of 
the change to the 2005 NEC adding Selective Co- 
ordination as a requirement in Articles 700.27 and 
701.18. They argued that Consulting Engineers 
did no Selective Coordination work before the 
2005 NEC came out. 

A straw vote of the 1 1 voting members of the 
panel was almost evenly split between three op- 
tions — leave it as is, remove it or add a phrase lim- 
iting Selective Coordination to faults lasting longer 
than 0.1 seconds. I tried to get a compromise that 
would be acceptable to the IBEW and the electrical 
contractors. The best I could get was to not require 
Selective Coordination between the primary and 
secondary of transformers or over-current devices. 
Even that compromise only passed by a vote of six 
to five. Even this does not bode well for change as 
the final ballot will have to be two-thirds in favor 
for any wording to be changed in the 2008 NEC 
concerning Selective Coordination. ■ 
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The most complete 
overview of an On-Site 
Electric Power 
Generation System 
you can find 
anywhere 
today! 




EGSA’s On-Site 
Power School 
is coming to 
these cities! 

San Diego, CA 

Feb. 26-March 2, 2007 

Baltimore, MD 

April 23-27, 2007 

Minneapolis, MN 

July 16-20,2007 

Atlanta, GA 

October 22-26, 2007 


New Orleans, LA 

December 10-14,2007 


EGSA 

On-Site 

Power 

GENERATION 

Schools 


Now Offering CEUs 



EC5A 

Electrical 
m Generating 
m Systems 
m Association 
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EGSA News 


Lineup for 2007 EGSA Annual 
Spring Convention Announced 

BOCA RATON, FL — The Electrical Gen- 
erating Systems Association (EGSA) has 
announced it will hold its 2007 Annual 
Spring Convention at the Westin Savannah 
Harbor Resort & Spa in historic Savan- 
nah, GA, March 18-20, 2007. Confer- 
ence speakers and their topics have been 
designed to be of interest to virtually every 
member of the On-Site Power Industry. 
Planned educational presentations include: 

Opening Keynote: Moving Beyond Zero 
Defects — to Zero Trust Defects 

Chris Hart, PhD., President, Spire Group 
What happens when you take what 
is, ostensibly, a secondary business activ- 
ity (the generation of trust) and recast it 
as a company’s primary function? If your 
company were a high-tech manufacturer, 
would your employees be likely to have 
cavalier attitudes toward the inputs (de- 
sign, components, machinery and labor) 
that enable the production of zero-defect 
products? Similarly, a software company 


would not take a laissez-faire approach to 
the inputs needed to create bug-free soft- 
ware. In both cases, the inputs and the sys- 
tems that process them would get laser-like 
attention and serious respect. Now, imag- 
ine that your company’s primary product 
is an attitude of trust in the mind of your 
customer. You would do everything pos- 
sible to “manufacture” trust of the highest 
quality and with the greatest possible effi- 
ciency. Instead of focusing on zero product 
defects, however, your factory’s production 
system would be organized around the goal 
of “zero trust defects.” 

Landfill Gas-to-Energy 
Project Engine Emissions 

David Heitz, Senior Engineer, 

GeoSyntec Consultants 

Internal combustion engines are com- 
monly used for electricity generation at 
MSW landfills. Improvements in the indus- 
try have lowered emissions. Drivers for the 
lower emissions can come from regulations 
or environmental programs such as Green 
Power initiatives. This presentation looks at 


the standards being established along with 
monitoring and testing requirements. 

New Technologies & Applications 
for On-Site Power Generation 

Larry Osgood, DG Program Manager, 
Propane Education & Research Council 
The U.S. propane industry through the 
Propane Education & Research Council 
has been conducting an extensive DG R&D 
program for five years with a variety of 
engine/generator and CHP systems. This 
presentation focuses on new residential 
and small commercial systems with high- 
efficiency, long-life engines including hy- 
brid solar and wind power with advanced 
controllers in full function, and grid inde- 
pendent applications. 

Luncheon Keynote: 

The Winds of Change 

Will Miller, Ed.D., Purdue University 

Will Miller, Ed.D., is a therapist and 
teacher at Purdue University where he 
lectures at the schools of Organizational 
Leadership, Management and Mass Com- 



Remember Chillicothe Metal when seeking superior design and 
fabrication services. Chillicothe Metal, a name worth remembering. 
Take a load off your mind with Chillicothe Metal's total service approach 
to power systems integration and equipment protection. Our experience, 


resources, innovation, and willingness to design around your specific 
needs-even on the most challenging specif ications-are why we are tops 
in the generator packaging industry. From start to finish, it's Chillicothe 
Metal Co., Inc. Call 309.274.5421 or visit us at cmcousa.com. 


CREATIVE SOLUTIONS FOR YOUR 
UNIQUE REQUIREMENTS. 


4507 EAST ROME ROAD I CHILLICOTHE, IL 61523 USA I 309.274.5421 I WWW.CMC0USA.COM 
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munication on the social environment of 
the workplace and its impact on productiv- 
ity. Dr. Miller is one of the country’s lead- 
ing authorities on stress reduction and life 
balance. His presentation offers insight into 
the obstacles that keep us from living well, 
both personally and professionally. 

The Modern Tug/Barge Unit - Power 
Requirements & Electrical Outfitting 

Robert P. Hill, N.A., M.E., President, 

Ocean Tug & Barge Engineering Corp. 

Modem-day oceangoing tug/barge units 
have growing electrical requirements 
thanks to the increased use of electrical 
equipment over traditional diesel-driven 
equipment. Electrical equipment is used 
for cargo pumping and bulk cargo un- 
loading, process heat and fuel treatment 
in heavy- fuel tugs, and it is even used for 
propulsion. As a result, the ship’s electri- 
cal plant is more important than it has 
ever been in ocean tug and barge design. 
Current designs — along with their power 
features — will illustrate how the modem 
Articulated Tug/Barg (AT/B) is optimiz- 


ing the use of Onboard Power Generation 
Technology. 

Project Management - Panel Session 

Aaron Tasin, Operations Manager, 

Nixon Energy Solutions 

Jeff Lynch, Engineering Manager, 

Ring Power Corporation 

This presentation will provide insight 
into the application of project management 
to On-Site Power Generation Equipment. 
Panelists will address the sales order pro- 
cess, submittals, equipment acquisition, 
build-up of equipment, packaging, deliv- 
ery, start-up and closeout. 

Standby Power and 
Wireless Telecommunications 

Marion C. Solomon, Director- Carrier Net- 
works, Special Initiatives, General Dynamics 
This session will discuss what’s new 
with standby power applications and en- 
vironmental design requirements for wire- 
less telecommunications and relate how to 
approach system design. Site designs are 
dependent on zoning and environmen- 


tal standards for emission control. Noise 
control and safety play key roles in the ap- 
plication of standby power at wireless cell 
sites. The size and type of standby power 
generators varies from region to region 
according to environmental, zoning and 
carrier requirements. 

EGSA Manufacturers Forum 

In addition to the lineup of educa- 
tional sessions, the conference will include 
EGSA’s highly successful Manufacturers 
Fomm. The exhibition setting allows for 
a more formal dialogue between EGSA- 
member manufacturers, attending Distrib- 
utor/Dealers and manufacturer representa- 
tives. Exhibiting companies are provided 
with a draped six-foot table which can be 
used to display literature, magazines and 
samples, etc. 

For complete conference information — 
including session descriptions and speaker 
biographies — or to register for the con- 
vention, please visit EGSA online at www. 
EGSA.org. 

EGSA News is continued on page 1 9 
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Candler Building Rebounds 



T T Then Hurricane Isabel struck Balti- 
V V more, MD, in 2003, the structures 
on the waterfront were severely damaged. 
One building, the Candler Building, which 
was located on the waterfront of the in- 
ner harbor, flooded when 4-V2 feet of 
water rushed into the basement, cutting 
all power. The building owner turned to 
RTKL’s Applied Technology Group, which 
specializes in integrating the architecture 
and engineering services demanded by 
mission-critical technology intensive op- 
erations. The firm was able to bring in 
temporary generators and substation trans- 
formers bringing the entire building back 
on line within 24 hours. The renovation 
project began in November of 2004 and 
completed in November of 2005. 

The building owners hired RTKT to 
complete a $4. 5-million electrical upgrade 
program, which was implemented in phas- 
es to allow the work to be completed 
without impacting the existing tenants in 
the building. The project included pull- 
ing out all the main feeds and emergency 
back up systems and replacing the entire 
electrical infrastructure of the building. 
As part of the upgrade, replacement of all 
the incoming service for electrical equip- 
ment, which was previously located in the 
basement, was relocated to 7,000 square 
feet (ft2) on the first floor, above the flood 


levels. The project also included replace- 
ment of medium- and low-voltage switch 
gear, transformers, and an emergency gen- 
erator. The equipment was installed all at 
once, and then the loads were switched 
one at a time from the old equipment to 
the new equipment, providing uninter- 
rupted service. The RTKT team included 
Raj an Battish, PE, project manager; Hard- 
eep Singh, PE, in charge of mechanical 
requirements; Peter Murr, architect; and 
Peter Malmquist, PE, structural engineer. 
Located at 111 Market Place, the Candler 
Building was originally built in the early 
1900s as one of the first bottling plants 
in the country for Coca Cola; the struc- 
ture was named after Asa Candler, one 
of the original founders for Coca Cola. 
In the mid-1950s, the 13-story, 580,000 
ft2 structure was converted to an office 
building, which then became the home 
for a Social Security office. With high-tech 
companies such as MCI, Qwest, Constella- 
tion Energy, Expedia, and Verizon housed 
in the Candler Building, which is owned 
by HRPT Properties Trust, a Newton, MA- 
based Real Estate Investment Trust, the 
availability of 24 x 7 reliable power is 
needed. Consequently, the Candler Build- 
ing requires a higher level of reliability than 
a standard office building. 

Although the tenants have a multitude 



The Candler building is an historical building overlooking Baltimore’s Inner Harbor deft). 
New switchgear, generators, and other On-Site Power equipment (above) served to breathe 
new life back into the structure following Hurricane Isabel in 2003. 
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of backup generators and uninterruptible 
power supplies to support their businesses, 
the building’s main power source was pro- 
vided at dual 13.8-kV service from utility 
substations for redundancy. When flood- 
waters reached the loading dock of the 
building, the water poured into the lower 
level through louvers, conduits, etc. The 
water level quickly reached as high as 50 
inches causing the primary switch gear and 
associated distribution transformers as well 
as secondary switch gear for the building 
to be shutdown. Backup generators were 
utilized for temporary power until the elec- 
trical infrastructure was reenergized. 

RTKL provided engineering support for 
temporary power in addition to a report 
summarizing recommendation and options 
available regarding electrical infrastructure 
damage in the basement. Since most of the 
electrical infrastructure was exposed to the 
bay water, concerns were raised regarding 
the reliability of the existing equipment 
and the long term affects it had on the elec- 
trical substations, bus way, transformer, 
switches, contacts, relays, etc. 


RTKL performed Level 4 and 5 
commissioning. The systems are inte- 
grated with emergency power sourc- 
es and tenant standby power sources. 
A new 1-MW Kohler generator provided 
additional capacity over the existing 750- 
kW unit, and the new installation increased 
fuel runtime to 24 hours at full load. The 
generator was installed on the first floor 
with remote radiator in the loading dock 
area. Sound-attenuated intake louvers 
were designed along with sound baffles 
in the generator room to minimize sound 
transmission to the rest of the building. 
The generator exhaust runs through the 
loading dock and out to the street at an 
elevated height. The remote radiator was 
hung from the loading dock ceiling and the 
exhaust was ducted out to the street at an 
elevated level. 

RTKL provided new primary and 
secondary switch gear in compartment- 
ed rooms. The switch gear incorporates 
redundant PLCs (programmable logic 
controllers) with automatic throw over 
schemes for high reliability. In addition, 


the building’s occupants benefit from a 
new primary power feed from a utility 
manhole on Concord Street to the new first 
floor electrical rooms, giving the building a 
total of four 15-kilovolt (kV) service feed- 
ers. The two 15-kV feeders located in the 
basement serve the existing switch gear 
and the second set of feeders provide pow- 
er to new S&C 13.2 kV 500-MVA switch 
gear on the first floor. The primary service 
feeders are rated at 13.2 kV with main- tie- 
main configuration and motor-operated 
load interrupter switches. Load interrupter 
switches provided power to redundant cast 
coil transformers (total of four) for building 
480/2 7 7-V distribution. The transformers 
were sized for 150% overload capacity and 
installed in compartmented rooms (total of 
two rooms). 

Two new Main-Tie-Tie-Main substa- 
tions were provided on the first floor to 
carry the base building loads at distribu- 
tion voltage of 480/277 V. The substations 
were installed in compartmented rooms 
and configured for redundant bus, so that 
one transformer serving the switch gear 
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Candler Building Rebounds 



Wall markings remind facility personnel of the damage caused by a 2003 storm. 
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bus can support the entire switchgear load 
(bus A and B) in an overload mode. 

Existing feeders were tapped and ex- 
tended from the basement (above the 
observed water level) and run to new 
switchgear on the first floor. The cutovers 
were limited to weekend and nights and 
temporary generator power was provided 
for critical loads. 

The automatic and open transition trans- 
fer scheme between the A and B bus in- 
cludes two Eaton/Cutler Hammer Magnum 
three-phase four-wire, 85kAIC DSII units 
featuring a 5000-A bus at 480-V with draw 
out power air circuit breakers. The transfer 
scheme interfaced with six Russelectric au- 
tomatic transfer switches associated with a 
new generator to provide the best source to 
building load. It also ensured the life safety 
requirements were met. The emergency 
feeders were also tapped and extended to 
new automatic transfer switches and asso- 
ciated controls. 

Testing was performed on weekends 
to minimize impact on operations of the 
tenants. Temporary generators provided 
power to the critical loads that could not 
be impacted by commissioning of the 
switchgear and interface of the switchgear 
with life safety systems. 

About the Author 

Raj an Battish, PE, is principal for RTKL’s 
Applied Technology Group, MEP Studio. 
Battish is also specializes in power infra- 
structure for telecommunication and mis- 
sion-critical facilities. He served as project 
manager in the electrical upgrade of the 
Chandler Building. For more information, 
please visit www.rtkl.com. 

Reprinted with express permission from 
Energy and Power Management (formerly 
Energy User News ) magazine. For informa- 
tion or to see if qualify for a free subscrip- 
tion, visit www. energy andpowermanagement. 
com. 

Reprints of this article are available by 
contactingjill DeVries at devriesj@bnpmedia. 
com or at 248- 244-1726. ■ 


The Candler building received all-new 
On-Site Power equipment (top photo). 
The historical building’s lobby (right) 
provides a common entrance for a 
number of high-tech firms. 
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EGSA News 


EGSA News is continued from page 1 3 

EGSA Web Site Improved, Newly-Designed 

BOCA RATON, FL — The Electrical Generating Systems As- 
sociation (EGSA) Electronic Media Committee has recently re- 
vamped and re-launched the Association’s web site, which sports 
a whole new look, new navigation menu and features designed to 
better serve EGSA members and web site visitors. The new design 
may be viewed at www.EGSA.org 

“The On-Site Power generation industry is a very dynamic, 
highly- technical, cutting-edge industry,” says Electronic Media 
Committee Chairman and EGSA Secretary-Treasurer Ron Hartzel. 
“As the largest Association representing this industry world-wide, 
it is only fitting that the EGSA web site be as comprehensive, in- 
formative and interactive as possible.” 

Standard features of the site include the Association’s search- 
able Buyer’s Guide. This feature allows visitors to search for spe- 
cific industry suppliers or service providers. Visitors can search 
according to the supplier’s location, the products they sell, repair 
or rent, etc. Search results include direct links to the supplier’s 
web site and e-mail addresses, as well as list their mailing address, 
phone and fax number. 

The new site also features Acrobat® pdf copies Association’s 
magazine Powerline and a comprehensive archive of articles from 
the magazine categorized by subject, author and date. Industry-re- 
lated links, such as government agencies, research organizations, 
and industry media groups also are provided. 

The EGSA web site also includes information on performance 
standards — including EGSA Standards — for the use of On-Site 
Power Equipment. Users may download standards at no charge, 
access the latest information concerning standards currently un- 
der review, and comment on draft proposals for new and revised 
standards. 

For more information, visit EGSA online at www.EGSA.org or 
call 561/750-5575. 


Deadline for 2007-2008 David I. Coren 
Memorial Scholarship Applications is May 1 

BOCA RATON, FT — Students have until May 1, 2007 to sub- 
mit their applications for the David I. Coren Memorial Scholarship 
Awards for the 2007-2008 academic year. 

Established, sponsored and administered by the Electrical Gen- 
erating Systems Association (EGSA), the David I. Coren Scholar- 
ship Program provides financial assistance to qualified students 
and is designed to have a positive impact on personnel shortages 
in our industry and will be an excellent vehicle for enhancing 
awareness of the industry. 

The Association hopes to award ten $2,000 scholarships for the 
2007-2008 academic year. The competitive, merit-based scholar- 
ships are awarded to qualified students who plan on pursuing a 
career in the On-Site Power industry. In addition to their career 
focus, applicants must be full-time students, have a declared ma- 
jor related to On-Site Power, and maintain a minimum 2.8 GPA. 

EGSA launched the David I. Coren Scholarship Program in 
2002 to promote awareness of the On-Site Power Generation 
industry and to generate interest in On-Site Power careers. The 
move came in response to the growing need for skilled On-Site 
Power personnel. While the Association has an established and 
widely recognized On-Site Power School education program 
of its own, the Board of Directors noted the industry’s need for 
individuals with higher educations from a variety of applicable 
disciplines. 

Information detailing the David I. Coren Memorial Scholar- 
ship program — including a Scholarship Program Brochure and 
an Application Packet — is available on the Association’s web site 
at www.EGSA.org. For additional information, individuals may 
contact George Rowley, EGSA Director of Education, by e-mail at 
G.Rowley@EGSA.org or by phone at 561-750-5575 ext. 210. ■ 
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Uncovering Customer Value 


If Customers Are Your Business, Why Is 
It So Hard To Stay "Customer-Centric?" 


By Christopher W. Hart, Ph.D. 


Y ears ago, I read this interesting observa- 
tion by Peter Drucker about the impor- 
tance of customers, in his 1954 book, The 
Practice of Management: “It is the customer 
who determines what a business is. The 
customer is the foundation of a business 
and keeps it in existence. What the cus- 
tomer thinks he is buying, what he consid- 
ers Value’ is decisive — it determines what a 
business is, what it produces and whether 
it will prosper.” 

I’m reminded of these words when I 
hear a business leader talk about his com- 
pany’s need to get closer to its customers, 
to listen to the “voice of the customer,” and 
become more customer-focused in general. 
These comments are indicative of what I 
call “the customer-centricity gap.” 

This gap was evident as I conducted 
a study of a multibillion-dollar company 
whose 17 divisions ranged from cellular 
telephone service to defense systems. 
Employees from every division were 
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asked: “What is your perception of the 
priority given to customers by senior man- 
agement?” Senior managers from every 
division gave themselves an average grade 
of A-. As the responsibility level of em- 
ployees dropped, however, so did the 
rankings of senior management’s customer 
focus — dropping all the way to a C and D 
at the line level. Clearly, a profound gap 
existed between senior management and 
their employees. When I ask managers at 
other companies if they can identify with 
these results, heads nod up and down. My 
conclusion is that a serious credibility gap 
exists in most corporations. 

What I find most interesting is why 
companies lose their grasp of this basic te- 
net of the free-enterprise system. It’s not a 
new idea. Few successful companies would 
be where they are today if they had not 
been customer-centric at some point. The 
issue becomes even more perplexing given 
the mounting body of research linking cus- 

www.EGSA.org 


tomer perceptions with a company’s finan- 
cial performance as well as the avalanche 
of articles, books and training programs 
devoted to building customer-focused or- 
ganizations. 

If we can fix quality... 

Why don’t companies simply recognize, 
address and resolve the customer-centric- 
ity gap? After all, product quality was a 
major issue for years. Companies dealt 
with the problem to the point that out- 
standing quality is a table stake in nearly 
every manufacturing business. Without it, 
a company is playing a very risky game. In 
industries where customers have a choice 
of suppliers — although it often is not easy 
to switch between them — quality backslid- 
ers are punished quickly. Further, they 
could be hammered by third-party rat- 
ings and, in an explosively growing area, 
by what I call “Word-of-Web:” online 
postings from customers and self-anointed 
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product reviewers. 

So why can’t the customer-centricity 
gap be “fixed” like quality? What is it about 
customer centricity that makes it such a 
persistent, chronic problem? Every compa- 
ny’s vision or mission statement proclaims 
how important its customers are. Nearly 
every company has launched initiatives to 
back up these words with action. However, 
these initiatives, which have transformed a 
few organizations, typically fall well short 
of what they were intended to achieve. 
Here is a list of causes for this failure: 

• In large, fast-growing enterprises, 
managers become removed from di- 
rect contact with customers. Managers 
have access to systems and reports 
that enable them to track customer 
satisfaction, but this vital contact 
makes customers more than statistics 
and gives managers the ammunition 
to ask questions throughout the orga- 
nization that clarify customer primacy. 

• When companies go public, they be- 
come slaves to investor expectations 
for high growth and short-term earn- 


ings. Although customers are the well- 
spring from which earnings emanate, 
Wall Street’s focus on achieving quar- 
terly financial results will divert man- 
agement attention to “managing the 
numbers” at even the most customer- 
centric firms (unless customers are 
defecting en masse or the company 
is being publicly humiliated). It takes 
very little in the way of examples for 
employees to feel that customer atti- 
tudes are secondary to the profits that, 
ironically, are so dependent on them. 
(I could go on at length about why fi- 
nancial analysts pay so little attention 
to customer satisfaction — a fascinating 
and complex issue.) It’s sufficient to 
note that the negative financial im- 
pact of not being tuned into customer 
needs — and consistently meeting 
them — is never measured by account- 
ing. Accounting is a discipline that, 
at its root, is focused on tracking the 
flow of funds inside a company — not 
the cost of sales never made. 

• Without a model to justify the finan- 


cial return on investments to improve 
service, customer attitudes receive 
virtually no attention from stock 
analysts. How else could a company 
invest serious money in marketing 
and sales, which draw customers, but 
not invest in the service resources 
required to build customer loyalty 
into a virtually impregnable bar- 
rier to competition? For example, 
Nordstrom’s stock price jumped after 
a conference call with stock analysts 
in which company management ex- 
plained how earnings had increased as 
a result of an inventory-control system 
that slashed inventory investment, 
increased inventory turns and reduced 
the amount of merchandise requiring 
markdowns. During the same period, 
the company’s rating on the American 
Customer Satisfaction Index (ACSI) 
was plummeting, and yet stock-ana- 
lyst reports on Nordstrom did not 
comment about this disturbing trend! 
If one didn’t know better, the ines- 
capable conclusion would be that 
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customer attitudes have no bearing on 
company share prices! I expect Wall 
Street’s power will wane as analysts 
become fluent with the emerging tools 
for valuing customer attitudes, but 
that time is at least a few years off and 
company executives will have a very 
tough habit to break when the situa- 
tion changes. 


• Crises and other pressing situations 
that have little to do with custom- 
ers absorb organizational energy and 
push aside customer-centric systems, 
processes, and priorities to some ex- 
tent. When this occurs, a virtuous or- 
ganizational habit is broken. And once 
broken, it’s hard to restore. A cus- 
tomer-centric system is not like a fac- 


tory, where inputs, process steps, and 
outputs are visible and tangible, and 
where the consequences of not vigi- 
lantly paying attention to every pro- 
duction element are quickly apparent. 
The erosion of a company’s customer 
focus is similar to termites eating away 
at the foundations of a home, destroy- 
ing it in silent but deadly fashion. 



2007 EGSA Spring Convention Opening Keynote: 

Moving Beyond Zero Defects — to Zero Trust Defects 

Chris Hart, PhD., President, Spire Group 

What happens when you take what is, ostensibly, a secondary business activity (the generation of 
trust) and recast it as a company’s primary function? If your company were a high-tech manufacturer, 
would your employees be likely to have cavalier attitudes toward the inputs (design, components, ma- 
chinery and labor) that enable the production of zero-defect products? Similarly, a software company 
would not take a laissez-faire approach to the inputs needed to create bug-free software. In both cases, 
the inputs and the systems that process them would get laser-like attention and serious respect. Now, 
imagine that your company’s primary product is an attitude of trust in the mind of your customer. You 
would do everything possible to “manufacture” trust of the highest quality and with the greatest possible 
efficiency. Instead of focusing on zero product defects, however, your factory’s production system would 
be organized around the goal of “zero trust defects.” 
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covering Customer Value 


• Organizational leaders become en- 
grossed with strengthening internal 
operations to improve efficiency, 
reduce errors and so forth. Some- 
times major areas of operations are 
outsourced. Again, energy is diverted 
from activities centered on custom- 
ers — and the shift is tough to reverse. 

• A company enjoys success thanks to 
new technology or innovations that 
customers perceive as offering more 
value. This can result in shifting 
company focus to creativitity and in- 
novation for their own sakes and away 
from the customer-centric systems 
needed to fuel these activities. 

• In highly competitive industries, a 
“warp-speed,” first- to -market mental- 
ity often takes hold, greatly reducing 


the emphasis, time, and resources 
devoted to understanding customer 
needs, market shifts and trends and 
ensuring that customers get what they 
expect for their money (and giving 
them great customer service for in- 
stances when they don’t). 

• If a company puts too much focus on 
making sales — as opposed to building 
relationships — marketing and sales will 
focus more on persuading customers 
to buy what they sell than on developing 
new solutions. 

Why do companies fall so easily into 
these traps? Simply put, it is easy to make 
a commitment to customer centricity, but 
the effort required to create and sustain 
a customer-centric organization is much 
greater. Building customer centricity into 



an organization’s fabric so that it becomes 
an ongoing source of competitive advan- 
tage entails an wide range of variables that 
are hard to measure. Moreover, it’s nearly 
impossible to measure the loss of positive 
benefits that might have been gained had a 
company been more customer-focused. 

For example, what is the negative im- 
pact of an executive missing a customer 
call scheduled as part of an executive-visit 
program? No one will ever know because 
accounting is designed to track the flow 
of cash in an organization. It doesn’t mea- 
sure, for example, the costs of loyalty 
not created. That no cash is lost when a 
customer is lost translates into no entries 
made in accounting ledgers. The cost of 
lost sales — opportunity costs — is the prov- 
ince of finance. However, people in finance 
hesitate to place a value on intangible, 
market-based assets such as customers. 
The problem regarding customer service is 
especially acute given the need to devote 
resources to the many elements that go 
into creating a trust factory. What is the 
ROI on a customer satisfaction measure- 
ment system? On a program designed to 
attract, hire, train and retain outstanding 
service people? What is the cost of not put- 
ting a review of customer-satisfaction data 
on the agenda of every board meeting? No 
one will ever know. 

There are many important elements in- 
volved in building strong customer-centric 
systems into an organization’s fabric; yet 
they are easily overlooked and often fall 
through the cracks. If a manufacturer’s 
quality efforts were substandard, on the 
other hand, red lights would start flashing, 
sirens would go off, and manufacturing 
efficiency numbers would tank. Increases 
in defect rates, scrap, field-service expense, 
warranty repairs, returns and replacements 
and customer complaints are instantly 
identified and addressed. The majority of 
service defects, on the other hand, don’t 
leave any physical evidence to measure. 
Instead, they leave invisible damage to 
customer attitudes. Metaphorically speak- 
ing, this damage ranges from minor rips 
and tears that can be repaired through 
recovery efforts to attitudinal fractures that 
are irreparable no matter what a company 
might do to make amends. To further com- 
pound the problem of measuring customer 
attitude damage, it is literally impossible to 
measure the cost if customers don’t com- 
Continued on page 26 
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covering Customer Value 

Continued from page 24 

plain. And even if they complain loudly, 
few companies have the financial tools to 
project what the ROI on eliminating the 
cause of customer dissatisfaction will be. 

The paradox is that the perceived im- 
portance of customer centricity has never 
been greater. For example, a 2003 study 
of Information Technology (IT) managers 
showed that the percentage of those “very 
committed” to the question, “How would 
you characterize your company’s efforts to 
satisfy the needs of your external custom- 
ers?” rose to 69% from 42% the previous 
year. Yet companies are struggling to put 
all the customer-centricity pieces together. 
Efforts are undertaken, but they don’t 
function as a set of gears that have been 
synchronized to minimize wasted energy 
and create maximum power. 

The starting point is culture. Senior 
management must place highly visible cus- 
tomer-centric activities at the top of their 
priorities. Otherwise, other things will take 
precedence and the company will never 
enjoy the major profit gains that a loyal 
customer base creates. An increasing body 
of research shows the numerous ways that 
outstanding service boosts profits, offering 
companies a major source of untapped 
profits. For example, a landmark study 
just published in The Journal of Marketing 
gives compelling evidence linking changes 
in customer satisfaction to changes in com- 
pany share prices. 

Reconceptualizing Your Business 
as a Trust Factory 

This idea is central to my argument that 
service quality, when compared to product 
quality, is lousy. A factory, with its rigor- 


ous organization of materials and processes 
within tangible walls, is a metaphor that 
sparks fresh thinking about how to pro- 
duce an increasingly vital intangible asset: 
consistently great service. 

What happens, I ask, if you take an os- 
tensibly secondary business activity — the 
generation of customer trust — and recast 
it as a company’s primary function? If your 
company is in the widget-making busi- 
ness, for example, you’re not likely to have 
a cavalier attitude toward the inputs (raw 
materials, capital goods, labor) that en- 
able you to make widgets. In your widget 
factory, those inputs and the systems that 
process them will receive laserlike atten- 
tion and serious respect. 

Likewise, if you see your company as 
a trust factory, you will do everything 
in your power to manufacture trust of 
the highest quality and with the greatest 
possible efficiency. Just as the managers 
of an advanced widget factory organize 
their production system around the goal 
of zero defects, so will you design your 
operation to achieve “zero trust defects.” 
The financial rewards that you reap will 
easily justify the cost of your investment. 
Years ago, Philip Crosby coined the phrase, 
“Quality Is Free.” So too, I argue, is trust. 
My research makes clear that within any 
company’s trust factory, the most critical 
zones — the zones where “trust defects” are 
most likely to occur — involve some kind 
of service. 

The Dark Side of Efficiency 

One thing is certain: Unless a company 
has created a “trust factory” where pro- 
cesses are identified, integrated, measured, 


improved, systematically studied, and so 
forth, the only question will be the extent 
to which inconsistent service rears its ugly, 
ROI-killing head. 

Relatively few companies get service 
right every time. Those who do maximize 
customer satisfaction, loyalty and trust 
while minimizing the waste of unnecessary 
resources spent to recover from problems 
and do everything possible to prevent 
these problems from occurring in the first 
place. The most storied example of great 
service is Disney’s theme parks. Disney 
has left no stone unturned in its effort to 
prevent costly errors that negatively im- 
pact guest attitudes. Further, Disney has 
routinely developed recovery systems to 
help guests who fold themselves in dire 
straits that, for Disney, are commonplace 
situations that can be easily handled. Take, 
for example, their simple systems to help 
guests to quickly locate misplaced cars 
in their prairie-like parking lots. Park- 
ing attendants simply keep handwritten 
notes about the times when certain parts 
of the lot fill up. Guests who can’t fold 
their cars are asked if they can remember 
approximately when they parked, which 
they always can — presto! Arguably, no 
businesses are better trust factories than 
Disney’s theme parks. (Note that this gen- 
erality does not extend to other parts of 
their business. For example, their resorts, 
which are good but not great.) 

Another trust-factory example, one 
much more relevant to most companies, 
is Hampton Inn. The company’s ability to 
provide consistently outstanding service 
throughout a multi-site service business, 
where many units are owned and operated 

Continued on page 29 
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Application for Membership 

ELECTRICAL GENERATING SYSTEMS ASSOCIATION 

1650 South Dixie Highway, Suite 500, Boca Raton, FL 33432 • (561) 750-5575 • FAX (561) 395-8557 

E-Mail: e-mail@egsa.org • World Wide Web: www.egsa.org 


EGSA's mission is to bring together representatives of the various segments of the On-Site Power Industry , to learn , share ideas and experiences , 
advance the science of On-Site Power generation , improve performance and profitability of members , and the quality of service to power users. 


1 • Contact Information 

Company_ 


Address 
City 


Zip/Postal Code 
Phone 


Please type or print all information in upper and lower case (NOT ALL CAPS!) 


_State/Province_ 

_Country 

_FAX 

Title 


-Company's Web Address_ 


Official Representative 

Representative's E-Mail 

How did you hear about EGSA? □ Website □ Powerline magazine □ Colleague □ POWER-GEN □ Other 

Why are you joining EGSA? □ Certification Program □ CEU Program □ Power Schools □ Buyers Guide Listing □ Other 


2. Member Classification Read the Membership classifications below and check the box that describes your firm's classification. 


I. FULL MEMBERSHIP 

□ MF Manufacturer Membership 

Any individual, sole proprietor, partnership or corporation seeking membership 
must apply for a Full Membership as a manufacturer if they meet one or more of 
the following criteria: 

1 . They manufacture prime movers for power generation. 

2. They manufacture generators or other power conversion devices producing 
electricity. 

3. They manufacture switchgear or electrical control devices. 

4. They manufacture or assemble generator sets, UPS systems, solar power, 
hydropower, geothermal, or any other power production or conversion 
system including related components or accessories for national or regional 
distribution. 

5. They are a wholly owned subsidiary of a firm which qualifies under rule one 
through four. 

□ DD Distributor/Dealer Membership 

Any individual, sole proprietor, partnership or corporation actively engaged as 
a distributor or dealer for products listed under Manufacturer Membership may 
apply for Full Membership as a Distributor/Dealer. If an organization qualifies 
under Manufacturer Membership, it is not qualified under this section. 

□ MR Manufacturer's Representative Membership 

Any individual, sole proprietor, partnership or corporation actively engaged in the 
representation of products listed under Manufacturer Membership may apply for 
Full Membership as a Manufacturer's Representative. If an organization qualifies 
under Manufacturer Membership, it is not qualified under this section. 

□ EM Energy Management Company Membership 

Any individual, sole proprietor, partnership or corporation engaged in energy 
management, including Energy Service Companies (ESCOs), Independent Power 
Producers (I PPs), Integrators, Aggregators, and other similar enterprises may apply 
for Full Membership as an Energy Management Company. 

□ Associate Full Membership (mark appropriate category at right)] 

Any individual, sole proprietor, academic institution, student, partnership or cor- 
poration meeting the requirements of Associate Regular Membership may apply 
for Full Membership at their option to enjoy the privileges of Full Membership, 
including the rights to vote and to serve on EGSA's Board of Directors. Initiation 
fees and annual dues will be assessed at the existing non-manufacturers' Full 
Member rates. 


II. ASSOCIATE REGULAR MEMBERSHIP 

□ AA Trade Publication Membership 

Any trade publication dealing with the electrical generating systems industry or 
its suppliers may apply for Associate Membership — Trade Publications. 

□ AB Trade Association Membership 

Any trade association made up of individual or company members sharing a 
common interest in the electrical generating systems industry may apply for 
Associate Membership — Allied Associations. 

□ AC Engineer Membership 

Any consulting or specifying engineer may apply for Associate Membership — Engi- 
neer. Membership may either be held in the employer's name or individual's name 
under this classification. Individuals whose employer qualify as a Full Member, 
as described in the Full Membership section, do not qualify for this category. 

□ AD End-User Membership 

Any individual employee of a company who owns or operates electrical generat- 
ing equipment and/or related switchgear or components, whose responsibility 
to his employer includes planning, design, installation, supervision, or service of 
such equipment may apply for Associate Membership — User. Membership may 
either be held in the employer's name or individual's name under this classifica- 
tion. Individuals whose employer qualify as a Full Member, as described in the 
Full Membership section, do not qualify for this category. 

□ AE Service Membership 

Any individual, organization or academic institution that offers services such as 
research, testing or repair to the electrical generating systems industry may ap- 
ply for Associate Membership — Services. Membership may either be held in the 
individual's name or the organization's name under this classification. Individual 
companies whose employer or parent organization qualifies as a Full Member, 
as described in the Full Membership section, do not qualify for this category. 

□ AG Educational Institution Membership 

Any postsecondary vocational-technical school or college offering on-site power 
generation-related instruction may apply for Associate Membership-Education 
Institution. 

□ AR Retiree Membership 

Any individual who retires from a member company may apply for Associate 
Membership — Retired. This classification does not apply to any individual who 
is employed more than 20 hours per week. 

□ AF Student Membership 

Any individual currently enrolled at an academic institution may apply for Associ- 
ate Membership — Student. 
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Application for Membership - pa ge 2 


Dues Schedule (Use for Section 3) 

Annual Dues 

Initiation Fee 

TOTAL 

Manufacturer 

$825 

$200 

$1025 

Energy Management Companies 

$825 

$200 

$1025 

Distributor/Dealer 

$285 

$100 

$385 

Manufacturer's Rep 

$285 

$100 

$385 

Regular Associate Member 

$200 

$100 

$300 

Full Associate Member 

$285 

$100 

$385 

Retiree Member 

$90 

$0 

$90 

Student Member 

Complimentary 

$0 

$0 


NOTE: A FULL 12-MONTH DUES PAYMENT MUST BE RECEIVED WITH THIS APPLICATION. The Association's Membership Year is January 1 
through December 31 . Dues payments that extend beyond the first Membership Year will be applied to the second year's dues. 

FULL PAYMENT MUST BE RECEIVED WITH APPLICATION. 


Membership Dues (Please fill in the appropriate TOTAL 
amount from the above dues schedule.) 


Membership Dues 
Membership Plaque (optional)** 
On-Site Power Reference Book (optional)** 
Florida Residents : Add 6.5% Sales Tax to ** items 

Continental US Residents add $5 shipping/handing to**items. 
Non Continental US Residents should call ECSA 
Headquarters for shipping charges for **items. TOTAL 


S 

S 39.95** 

$ 125.00** 

S 

s 

s 


4 # Payment Method (Payable in US$ drawn on U.S. bank, 
U.S. Money Order, or American Express) 

□ Check # Amount S 

□ Money Order 

□ Mastercard □ Visa □ American Express 

Card # Exp. Date 

Signature: 

Print Name: 


Sm Products/Services Please describe the nature of your business (50 words or less, NOT ALL CAPS) If you are a Manufacturer's Representative or 
Distributor, please indicate which manufacturers you represent and/or distribute for: 


Available Codes: 



Enter codes here: 

01 —Batteries/Battery Chargers 

1 1 —Generators/Alternators 

21 — Swtichgear and Transfer Switches (Automatic 

Products sold: 

02 —Control/Annunciator Systems 

12 — Governors 

or Manual), Bypass Isolation Switches, 


04— Enclosures, Generator Set 

1 3 — Heat Recovery Systems 

and/or Switchgear Panels 


05— Engines, Diesel or Gas 

14 — Instruments and controls, including meters, gauges, 

22 —Trailers, Generator Set 


06— Engines, Gas Turbine 
07 —Engine Starters/Starting Aids 

relays, contactors, or switches 
15 — Load Banks 

23 — Transformers 

24 —Uninterruptible Power Supplies 

Products rented: 

08— Filters, Lube Oil, Fuel or Air 

1 6 — Motor Generator Sets 

25 —Vibration Isolators 


28— Fuel Cells 

1 7 — Radiator/Heat Exchangers 

26— Voltage Regulators 


03 —Fuel Tanks and Fuel Storage Systems 

1 8 — Relays, Protective or Synchronizing 

27 —Wiring Devices or Receptacles 


09 — Generator Laminations 

1 9 —Silencers/Exhaust Systems/Noise Abatement 


Products serviced: 

10— Generator Sets 

20 — Solenoids 



Do you buy AND sell equipment? □ Yes □ No Do you manufacture packaged equipment? □ Yes □ No 


Sponsor(s): A"Sponsor" is an EGSA Member who interested you in filling out this application. It is not mandatory that you have a sponsor for the 
Board to act favorably on this application; however, if a Member recommended that you consider membership, we request that individual's name and com- 
pany name for our records. 

Sponsor Name Company Name 


7 • Official Representative's Authorization 

Signature 

Date 
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Uncovering Customer Value 


by franchisees, borders on the incredible. 
The use of their 100% satisfaction guaran- 
tee as a touchstone and catalyst for both 
the policy and incentive to “get it right and 
continue doing it right” has left such for- 
midable competitors as Marriott’s Fairfield 
Inn and Courtyard in the dust. Given Mar- 
riott’s well-earned reputation for service 
excellence, that is some accomplishment. 

A Counter-Example 

Citigroup is now advertising a feature 
with its new credit cards that enables call- 
ers to press zero and speak to a live repre- 
sentative immediately. This amounts to a 
return to a more customer-friendly system 
that, in hindsight, should never have been 
eliminated. Allowing customers to bypass 
the Voice Response Unit (VRU) hell is 
tacit admission that their existing system 
did not promote customer satisfaction. It’s 
a reflection of customer frustration with 
today’s call-center technology. In blunt 
terms, a lot of customers obviously have 
been ticked off. 

Who knows if Citi’s decision was based 
on the benefits to be gained by giving 


customers better treatment, the result of 
internal studies showing customer frustra- 
tion and anger — or if marketing simply 
jumped on a potential point of differentia- 
tion to lure frustrated customers away from 
the competition? I suspect it’s the latter 
for all the reasons that underlie customer 
centricity problems and, more to the point, 
because service is generally lousy. 

A troubling question: How was a sub- 
optimal system approved and implement- 
ed in the first place? The primary reason 
almost certainly was cost reduction, cou- 
pled with the ability to better organize call- 
center operations. An additional incentive 
would have been the rush of call-center 
managers in all industries to adopt VRU 
technology. Certainly VRU-system vendors 
pushed hard on efficiency gains and ben- 
efits like the ability to automatically track 
the volume of different inquiries, volume 
fluctuations and so forth. An interesting 
question is how VRU salespeople respond- 
ed to questions like, “What impact does a 
VRU have on customer perceptions?” No 
doubt salespeople had this question nailed. 
“We’ve found that the effect is good, for 


several reasons.” Any good salesperson 
would then have been able to reel off a 
string of customer benefits. 

But why didn’t the potential for custom- 
er frustration and anger surface before VRU 
systems were purchased? It’s tantamount 
to a company introducing cost-saving tech- 
nology in a manufacturing operation that 
changes products in ways that customers 
think offer fewer benefits and are a pain 
to use. All manner of negative outcomes 
would result from such a situation — and 
heads would have rolled. In fact, a situa- 
tion akin to this is what doomed Schlitz 
beer. The company cut ingredient costs to 
increase profit margins. The death of the 
brand was the result. 

If one views customer service as an 
integral part of what customers buy from a 
company, the idea of introducing technol- 
ogy that makes the customer experience 
worse is ludicrous. On the other hand, 
the Citigroup example shows that an in- 
tegrated, end-to-end customer experience 

Continued on page 34 
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Stay on Top of Your Game with 
EGSA’s Electrical Generator Systems 
Technician Certification Program 


Think things move pretty fast in today’s 
business world? Think how fast they’ll be 
moving one, five or even 10 years down 
the road. That’s why you need every 
advantage to stay on top. 

It’s no secret that technology is becoming 
more complex — not less — and that makes 
today’s On-Site Power Generation System 
a lot more expensive. End-users — your 
customers — don’t want just anybody 
with a basic knowledge of mechanics to 
install and maintain their equipment. They 
want to be confident that all work has 
been performed by qualified personnel. 
Suppliers want assurance that skilled 
technicians are performing maintenance 
and repairs to guard against unnecessary 
returns or warranty repairs. 


As Good as Your Word 
In the past, your word was the only assur- 
ance that your technicians are skilled and 
knowledgeable. But now, through EGSA’s 
Electrical Generator Systems Technician 
Certification Program, there is a way 
that you can back up those words with 
objective evidence of your technicians’ 
proficiency. 





EGSA offers you a big advantage: For the 
first time in our industry, we have an 
objective and accurate way to determine 
generator technician proficiency. That 
means that the same standards will be 
used to measure the skills and knowledge 
of technicians from Maine to Manitoba 
and Mexico. Yes, Manitoba and Mexico! 
EGSA has determined that there is no 
reason why the test could not be fairly 
applied to any NAFTA technician. 

What are the Benefits? 

For the Employer, certification helps en- 
sure that your technicians have the critical 
knowledge and skills to succeed in their 
jobs. And everyone will be comfortable 
knowing that your certified techicians’ 
expertise has been confirmed by the 
industry organization through a program 
that was developed by a university. Encour- 


aging and helping your technicians become 
certified signifies your commitment to the 
highest of standards. Plus, it lends an added 
level of credibility to your firm and can 
sharpen your competitive edge. Employing 
certified techs will promote customer 
satisfaction and you won’t have to be shy 
about offering assurance that your techs 
are qualified. Certification can also help 
you select potential new hires, analyze 
job performance, evaluate employees and 
motivate technicians to enhance their skills 
and knowledge. 

Think about the message that certifica- 
tion sends to those with whom you do 
business. Why would anyone want a 
technician who isn’t certified performing 
critical maintenance or repair tasks? Em- 
ploying certified technicians gives you an 
added tool with which to market your 
business. 

As our members have said, “We’ve seen 
too many backyard mechanics damage 
expensive equipment. This program will 
provide credibility for my company and 
will help build pride and a commitment 
from technicians to be the best.” 

For the Technician 
Certificate holders benefit too. Certi- 
fication shows employers, clients, and 
associates that you are committed as a 
professional. It provides recognition of 
your knowledge and skill, shows your 
commitment to your profession and can 
help with job advancement. Certification 
is a mark of excellence that you carry 
with you everywhere you go. 

Acquiring certification indicates that 
you have the knowledge and proficiency 
required to perform as an Electrical 
Generating Systems Technician profes- 
sional. Becoming certified can increase 
your salary, enhance your skills, and make 
your job more satisfying. 


Certification helps ensure that your 
technicians have the critical knowledge 
and skills to succeed in their jobs. 




The Certification Test 
EGSA collaborated with Ferris State Uni- 
versity to develop the certification test 
and program. Through a scientific process, 
our panel of technical experts identified 
12 duty areas (such as “Basic Electricity”) 
and 6 1 tasks (such as “demonstrate knowl- 
edge of AC electrical theory”) within 
the duty areas. The duty areas and tasks 
were ranked and rated in terms of their 
relative importance, the frequency with 
which a task is performed, and skill level 
(i.e. Senior/Expert; Intermediate; and Entry 
Level.) All this data was combined to 
develop the certification test that was 
then statistically validated through a pilot 
test taken by generator technicians from 
across the United States. 

Who can take the Test? 

There are no pre-qualifications for 
taking the EGSA Certification test. We 
recommend three or four years of field 
experience before taking the test. Techni- 
cians who have had formal education in 
On-Site Power Generation (a degree or 
certificate from a technical school or 
community college) may need less field 
experience. Those who pass the test will 
have a comprehensive knowledge of basic 
electricity, the functions of a gen-set’s 
mechanical and electrical components, 
the interactions and relationships among 
components and an understanding of 
various elements of the installation, 
service, maintenance, and repair of gen- 
sets and On-Site Power Generation 
Systems. 


Disclaimer of Liability 

Certified status is an indication that an individual 
has completed a combination of defined education, 
experience or examination requirements. However, 
Certification is not a guarantee or assurance 
of the competence or ability of any particular 
individual. Further, given the rapid changes 
in the field, the Electrical Generating Systems 
Association cannot warrant that the Examination 
and other Certification materials will at all times 
reflect the most current state of the art. 


Certification Testing Covers: 

• Automatic Transfer Switches 

• Communication & Documentation 

• Engine Generator Instrumentation & Controls 

• Multiple Generator Switchgear & Controls 

• Troubleshooting System Problems 

• Auxiliary Support Systems 


Basic Electricity 
Prime Movers 
Governors 
Voltage Regulators 
Generators! Alternators 


Use the Study Guide to Prepare! 
Use of the program’s Study Guide is 
an excellent way to help techs prepare 
for the test and should clearly indicate 
if they are ready to take (and pass) the 
certification exam. In addition to useful 
formula pages, the guide contains almost 
200 multiple choice practice questions 
that cover all parts of the certification 
test. In addition to identifying the correct 
answer, the guide also indicates in most 
cases why a particular choice is correct 


and why the others are incorrect. The 
Guide also identifies resource material 
where techs can get additional or more 
in-depth information about a given topic. 

Need more information? Visit www. 
egsa.org to find extensive and detailed 
information about the certification 
program. Or contact EGSA Director of 
Education George Rowley via e-mail at 
g. rowley@egsa. org. 



The Electrical Generating Systems Association 
disclaims liability for any personal injury, property 
or other damages of any nature whatsoever, 
whether special, indirect, consequential or 
compensatory, directly or indirectly resulting 
from the Certification Program or the acts or 
omissions of any person who has been Certified 
by the Electrical Generating Systems Association. 
In conducting the Certification Program, including 
issuing Certifications, the Electrical Generating 


Systems Association is not undertaking to render 
professional or other services for or on behalf of 
any person or entity, nor is the Electrical Generating 
Systems Association undertaking to perform any 
duty owed by any person or entity to someone else. 
Anyone using the services of a person who has been 
Certified should rely on his or her own independent 
judgment or, as appropriate, seek the advice of a 
competent professional in determining the exercise 
of reasonable care in any given circumstances. 


Electrical Generating Systems Association 

1650 S. Dixie Hwy, Suite 500 • Boca Raton FL 33432 
561/750-5575 • Fax: 56 1/395-8557 • www.egsa.org 





EGSA Job Bank 


EMERGENCY POWER SYSTEM SPECIAUSTS 

Generator Technician — Experienced 

Emergency Systems Service Company in Quakertown, 
PA, a leading provider of emergency generator sets, 
has an immediate opening for a technician with a 
minimum of three years diesel engine/generator set 
background/experience. Responsibilities will involve 
troubleshooting, repair and the planned maintenance 
services of generator sets and peripheral equipment. 
A neat appearance, clean driving record and good 
people skills are required. We offer a highly attractive 
compensation with an outstanding benefits package. 
A company vehicle and additional training provided. 
If you are interested in becoming part of our team, 
please call (215) 536-4973, ext. 25. 

Generator Technician-Apprentice 

Emergency Systems Service Company in Quakertown, 
PA, a leading provider of emergency generator sets, 
has an immediate opening for a person with a 
strong mechanical/electrical background interested 
in a career in the power generation service field. 
Responsibilities will involve minor troubleshooting, 
repair and the planned maintenance services of 
generator sets and peripheral equipment. A neat 
appearance, clean driving record and good people 
skills are required. An outstanding benefits package, 
company vehicle and additional training provided. 
If you are interested in becoming part of our team, 
please call (215) 536-4973, ext. 25. 


Position Wanted 

Individual with over 20 years of significant sales/ 
management experience in the engine and power 
generation industry. Proven marketing and sales 
management skills with a track record of growth and 
profitability improvement. 

Extensive and diverse power systems market segment 
experience, including: Petroleum, Marine, Agricultural, 
Mining, Governmental, OEM, Distributed Generation, 
CHP, and Foreign Governments. 

Excellent understanding of the used and surplus 
markets. College degree, excellent interpersonal 
skills, participative management style, and strong, 
customer-led attitude. Ability to quickly make sound 
decisions. Willing to relocate. Please send reply via 
e-mail to J.Kellough@EGSA.org. 


STANDBY GENERATOR DESIGN ENGINEER 

Degree candidate to possess skills in gaseous-fueled 
engines, diesel prime movers, AC/DA theory, engine 
controllers, transfer switches, as well as generator 
housing design. Job responsibilities are specific to 
gen-sets 150 kW and below. Management expertise 
is needed to direct the work of activities of a team 
of five (5) engineers. Telephone skills, professional 
appearance, and 10 years work experience required. 

Gillette Generators 
1340 Wade Dr., Elkhart, IN 46514 


Senior Generator Technician 

Candidates possess advanced troubleshooting 
knowledge of standby generator systems, including 
automatic switchgear, diesel and gaseous-fueled 
engines, brush and brushless alternators, and all 
associated components and subsystems. Five years 
minimum experience required. Pay dependent upon 
skill level. Comprehensive benefit package. Fax 
resume and cover letter to 707-545-8930. 


Outside Service Sales Representative 

TAW Inc is seeking experienced Outside Service Sales 
Representatives for Fort Myers and Jacksonville, FL 
and Charleston, SC. 

Founded in 1921, TAW has grown to become one 
of the largest rotating equipment repair houses and 
Kohler generator distributors in the country. 

Successful candidates will sell generator repair 
services to new and existing clients, prepare quotes 
and proposals and conduct training for customers 
for newly installed generators. Prior experience in 
industrial sales desired and/or prior experience selling 
generator products helpful. Must possess a good 
driving record and be computer literate. 

TAW offers great pay and benefits. E-mail resumes 
to ellen.donegan@tawinc.com or fax 813-612-2609. 
AA/EOE. DFWR Check out our web site online at 
www.tawinc.com 



H.O. PENN 

CiT 



H.O. Penn, the Caterpillar dealer for lower NY and all of CT, seeks a Sales 
Engineer for our Electric Power Generation Division covering our Manhattan 
territory, based from our Bronx, NY location. This is an excellent opportu- 
nity to join H.O. Penn Power Systems, a full-service provider for Caterpillar- 
powered systems for power generation and industrial applications. 

There is tremendous potential for the proper qualified individual to success- 
fully sell Caterpillar Diesel Standby, Diesel Prime Power, and Diesel Industrial 
Engine Systems in one of the world’s most dynamic markets, NYC! 

Spend your time coordinating between Caterpillar Corporate, Project Man- 
agement, and Sales Administration staff and Customers to ensure successful 
installations, while engaging in Promotional and Marketing efforts to grow the 
Diesel Engine market segment. 

Responsibilities: 

• Maintain targeted sales volume and gross profit — Influence Owners, 
Realty Firms to specify H.O. Penn/Caterpillar engines and systems 

• Directly sell to end-users, General Contractors & Electrical Contractors. 

• Submit project worksheets and all required paperwork in a complete 
and timely fashion. 

• Coordinate with Project Managers to ensure timely and satisfactory 
response to customers’ inquiries. 

Qualifications: 

• 5-7 Years selling Electrical Power products and Systems 

• Bachelors Degree in Mechanical Or Electrical Engineering or significant 
industry experience 

• Good Communication Skills, Territory Sales, Self Starter, Proficient PC 
skills 


Send resumes to: 
recruiter@hopennmachinery.com 
Fax: 845 437 4095 


ComAp llc 

ComAp LLC has an immediate need for a qualified Applica- 
tion/Service Engineer and Compressor Product Engineer for 
advanced engine, generator and compressor controls. These 
positions are vital for us to achieve our objectives. Duties and 
responsibilities will include: 

• Application Engineering to specify and bring a wide 
variety of projects to successful completion. These include, 
but are not limited to, Engine Gen-Set and Paralleling 
Controls, Gas Engine CHP Controls including engine 

air fuel ration controls, Industrial Compressor and Pump 
Controls, Marine Drive propulsion controls, Gas Engine 
and Compressor controls and Bi Fuel conversions. 

• Installation supervision, commissioning, customer and op- 
erator training for all of the above. 

• Field service and troubleshooting customer support. 

• Distributor and Sales Representative training. 

• Sales call and trade show support. 

Ideal candidates would have some practical employment 
background, demonstrate excellent customer skills and be 
quick learners. These positions will be based at our Roscoe, IL 
headquarters (near Rockford). Please, view our web site www. 
comaplic.com for more about our company and products. 
ComAp LLC 

11722 North Main, P.O. Box 826 
Roscoe, IL 61073-0826 
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Generator Tech 

Kelly Generator and Equipment is a fast-growing, 
full-service distributor of Generac power generation 
systems representing multiple lines of automatic 
home standby and commercial/industrial generators 
located in the Washington, D.C. metropolitan area. 
We operate a multi-state maintenance and repair 
program providing service in the emergency power 
system market. We are currently seeking Generator 
Field Service Technicians in the VA, Wy MD, DE. 

Qualifications: The successful candidate will have a 
high school diploma and a minimum of 3-5+ years 
experience servicing industrial generator sets and 
associated equipment; military experience is always 
a plus. You must be able to troubleshoot, service and 
repair the engine as well as the alternator end of the 
equipment. We provide internal training and offer 
factory training on the lines we represent. Qualified 
candidates must possess a “can-do” attitude and 
the ability to hit the ground running with little or 
no supervision, a strong work ethic and the ability 
to work in a fast-paced environment. Full benefits, 
including company vehicle, medical, 401(k), paid 
time off. E-mail resume to selkins@kge.com or fax to 
(301) 516-5471. 


Generator Set Sales/Service 

Experienced sales/service engineer needed by 
southern California company to sell engine 
generator sets. Please respond to J.Kellough@EGSA. 
org (reference PLND06JB-1). 


Kelly Generator & Equipment, Inc. 
Territory Sales Manager 

Immediate opening in southern MD 
Salary: 45-60k, commensurate with 
experience + commission 

Market stand-by emergency power generation 
solutions to consulting engineers, electrical and 
general contractors, industrial end-users, health care 
facilities and mission critical data centers. Respond to 
“bid & spec” opportunities. 

Education: Four-year college degree or equivalent 
experience. Three-year industrial sales experience, 
preferably with power generation. Requires 
documented successes, strong customer relationships 
and aggressive contact strategies. Microsoft Office 
and CRM software tool knowledge needed. E-mail 
resume to gmarange@kge.com or fax to (301) 5 lb- 
5471. 


Generator Field Service Technicians 

Nixon Power Systems Company is in the process of 
recruiting trained service technicians at all four of 
our locations in Nashville, Louisville, Atlanta and 
Charlotte. Most positions are home based. We offer 
a competitive wage scale and a benefit package, 
including full health, dental and optical coverage, 
401k plan and profit sharing. Company vehicles 
are provided for home-based positions. Relocation 
packages are available; we also offer paid factory 
training on an annual basis. Financial consideration 
will be given to EGSA Certified Technicians. Please 
contact Mylinda Vollet, HR Manager, for additional 
information at (888) 826-4966 ext. 2232 or email 
btowry@nixonpower. com 


ALTORFER 

Power Systems 



EPG Field Service Technician 

Exciting opportunity is waiting for the right 
person to join our Bartonville, IL service team! 
Perform diagnosis, repairs and maintenance 
on Caterpillar Electric Power Generation 
equipment. This includes switchgear and 
electrical controls. Ability to read electrical 
schematics and engine experience required. 
PC skills and excellent customer service skills 
required. 

Please e-mail resume to: 
power@altorfer.com 


Engine/Generator Mechanic 

Seasoned Engine/Generator Mechanic wanted for 
northern Virginia area. Flexible work schedule with 
growing company. 20 years experience preferred. 
Candidates must have firsthand knowledge of traffic 
dynamics in the No-VA, MD and DC area and be 
able to arrange their workday to minimize lost time 
in traffic while completing their assigned work in 
a high-quality, timely manner. Send introductory 
letter and resume to customerservice@gentune.com. 


Field Service Technicians 

Engines and Generators 

Learn about us and apply online at 

www. bay diesel com 

BAY DIESEL & GENERATOR 

800 - 215-4005 

Richmond, VA Chesapeake, VA 


EGSA Job Bank Guidelines — EGSA will advertise (free of 
charge) EGSA Members’ job openings each issue in the Job 
Bank. Blind box ads using the EGSA Job Bank address are 
available upon request. Companies who are not members 
of EGSA may utilize the Job Bank for a nominal fee of $50. 
Please note that company logos may be included for an ad- 
ditional fee. Please send your classified ad (limited to about 
50 words) to: EGSA Job Bank, 1650 S. Dixie Hway, Suite 
500, Boca Raton, FL 33432. Or, send it via e-mail it to: 
J. Kellough@EGSA. org 
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5.2 MW • Mobile Gen Sets 

FOR SALE 




■ Solar Maintained - Low Time 

■ 13 Units (Gen 1) & (Gen 2) 

■ 8 Natural Gas - 5 Dual Fuel 

■ Low Nox 25 ppm 

■ Complete Packages 

■ Mobile PCR U.G. Switchgear 

■ 60 Hz o 13.8 kV 

' 50 Hz Conversion Available 


Mid America Engine, Inc. 

662-895-8444 • Fax: 662-895-8228 

Keith: keith@maegen.com 
Art: art@maegen.com 
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covering Customer Value 

Continued from page 29 

process creates and strengthens customer 
trust and offers immense opportunity for 
many businesses. 

Building a Trust Factory 

Devoting resources to a customer-cen- 
tric system amounts to investing in the 
construction of a virtual trust factory. This 
factory produces an attitude of trust in the 
customer’s mind that, in turn, gives him 
peace of mind. 

Seen through a trust-factory lens, new 
and existing customers are critical inputs 
and the “output” — trust relationships and 
positive customer attitudes — dramatically 
influence financial performance through 
differences in customer purchasing deci- 
sions, satisfaction, price sensitivity, defec- 
tions to competitors, share of purchases, 
complaint behavior, word-of-mouth and 
interest in new products and services. A 
well-run trust factory also produces in- 
ternal benefits that include lower costs, 
higher employee morale, and greater pro- 
ductivity. 


Just as a factory that produces tangible 
products requires constantly upgraded sys- 
tems and technology to improve efficiency, 
quality, throughput and so forth, so too 
does a trust factory. In particular, every- 
thing that falls under the general heading 
“customer-centric” or “customer-driven” 
demands unflagging attention to ensure 
that sources of “trust defects” are eliminat- 
ed and that the systems in place for creat- 
ing customer value are state-of-the-art. 

In building a customer-centric, trust 
factory, a crucial part of any leader’s job 
is to identify what has to be done and by 
whom — and then to ensure that those who 
are accountable for the work fulfill their 
duties. 

Many companies have found the idea 
of becoming customer-centric either too 
amorphous to translate into concrete ac- 
tion, too broad in scope to implement 
or both. It’s an excellent idea, they say, 
but management needs concrete ways to 
translate it into action — to “get traction to 
the road.” 


One possible solution is what I call an 
“extraordinary guarantee.” Many leaders 
see powerful guarantees as marketing tools, 
but fail to realize their capability to create 
pervasive organizational change. A prop- 
erly designed and implemented guarantee 
can be the crucial catalyst to pull together 
the many elements required to build your 
organization into a trust factory. 

About the Author 

Christopher Hart, PhD, is an adjunct 
professor on the executive-education fac- 
ulty at Babson College and president of 
Spire Group (www.spiregroup.biz), a 
Brookline, MA-based management-con- 
sulting and executive-education firm spe- 
cializing in helping clients strengthen and 
expand customer relationships. Hart was 
a professor in the marketing department 
at Cornell and in the operations-man- 
agement department at Harvard Business 
School. He may be reached for comments 
at chart@spiregroup.biz. ■ 


Your Partner for Reaching the 
Power Generation Markets 



Kilowatts... 



DltStL PHOGflESS 


EnjgTftc .Hr ' 
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...Megawatts 






Focusing on providing the latest products, technology and industry news for all the engine- 
powered power generation markets, Diesel & Gas Turbine Publications covers all the mar- 
kets for electrical power generation from kilowatts to megawatts. 

...And Alt Of 
The Above 



Diesel Progress 
North American Edition 


Diesel Progress 
International Edition 


Diesel & Gas Turbine 
Worldwide 


Global Sourcing 
Guide 


Visit Diesel & Gas Turbine Publications Online at 

www.dieselpub.com 


For information on any of these specialized publications, please contact: 
Diesel & Gas Turbine Publications • 20855 Watertown Rd., Suite 220 
Waukesha, Wl 53186-1873 • Tel: 262/754-4100 • Fax: 262/754-4175 
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(joing for the Qreen 

2007 EGSA Annual Spring Convention 


March 18-20 , 2007 • Savannah, GA 



lll'WHW,.., 


For complete details — including online registration — visit www.ECSA.org 







FOR SALE/RENT 



(2) 2.5MW EMD MP-45 

(3) 2.0MW EMD MP-36 
50 / 60 CYCLE 
750/900 RPM 

DIESEL 

GENERATOR UNITS 



IMMEDIATE SHIPMENT 

24/7 EMERGENCY SERVICE 
Complete On - Line Inventory 
www.wabashpower.com 

CALL 800-704-2002 


AAfaha^h POWER 
WW m equipment co. 

444 Carpenter Avenue, Wheeling, IL 60090 


ndustry News 



Bob Nolen (left) and Kip Lemons. 

Nolen Receives Lifetime Award 

EGSA Member Bob Nolen of Nolen 
Sales recently received a Lifetime Achieve- 
ment Award from the Mid-South Electrical 
Industry Association (MSEIA). MSEIA is 
a trade association of electrical-industry 
engineers, contractors, distributors and 
manufacturers. Incoming MSEIA President 
Kip Lemons of Thompson Power Systems 
presented Nolen, a former EGSA Board 
Member, with the Award. 


MIRATECH Appointments 

Juan Uribe has joined MIRATECH Cor- 
poration as a Drafting En- 
gineer. Uribe will special- 
ize in model drafting and 
analysis to support the en- 
gineering, production and 
sales groups as well as assist 
in fabrication and materials 
optimization. 

MIRATECH also has an- 
nounced that Kirby Wilk- 
erson has been named Ap- 
plications Engineer. Wilk- 
erson will use his experi- 
ence to provide sizing and 
specifications of custom 
products, generate sales 
and fabrication drawings, 
and develop quotes. 

MIRATECH Corporation provides en- 
gine emissions solutions to customers in 
Power Generation and Gas Compression 
markets in North America. For informa- 
tion, visit www.MIRATECHcorp.com. m 



Wilkerson 


(E&CA) 

ENGINE & COMPRESSOR ACCESSORIES 


ENGINE & COMPRESSOR ACCESSORIES 

7 1 3-466-8679 Phone www.daytank.com 

7 1 3-466-8686 Fax email: info@daytank.com 

800-729-8807 Toll Free 


MEMBER 



E&CA produces the finest generator enclosures, base tanks, day tanks, and meter 
panels available and backs the hardware with over 30 years of experience in the 
industry. Our full line of products includes a variety of designs tailored to fit any 
application or installation. 

I. ENCLOSURES: 

-Weather, Insulated, or Acoustical 

- Galvanized, Aluminum or Stainless Steel Construction 

- Designed for Standard or Custom Sound Attenuation Levels 

- Drop Over Design or Integrated with Base Tank or Skid 

II. FUELTANKS: 

-UL 142 or UL 2085 

- Generator Base Tanks 

- Free Standing Tanks 
-Automatic Day Tanks 

- Pumps, Motors and Controls 

III. COMPLETE PACKAGING SERVICES: 

-Assembly of Generators, Loadbanks, 

Exhaust and Fuel Systems 

- Install Lighting and Electrical Systems 

- Fire & Gas Detection and Suppression Systems 
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Get an On-Site 
Power Education. 

Get CEUs. 

Get Satisfaction. 


Whether you are a newcomer to the On-Site Power Generation Industry 
or a veteran already working with power generation technology, EGSA’s 
On-Site Power Generation Schools offer you comprehensive informa- 
tion you won’t find anywhere else. 

While newcomers receive an outstanding introduction to On-Site Power 
Generation Systems, veterans tell us that our schools provide a great 
and very meaningful review of critical material. Everybody benefits 
by getting the most up-to-date information available that is presented 
by seasoned professionals from some of the biggest companies in the 
industry. 

From voltage regulators to transfer switches to sizing and service, we 
cover it all in a three-day event. And every student receives a copy of 
EGSA’s 597-page On-Site Power Generation Reference Book (a $225 value) 
and extensive handout materials. 

What’s more, you can extend your learning with two extra days of 
optional sessions that cover prime mover fundamentals, basic electricity, 
troubleshooting, specifications and bid documents and multiple genera- 
tor configurations. 

With our Continuing Education Unit program, you can earn up to 3.1 
CEUs. By earning CEUs you can not only take pride in your accomplish- 
ments and knowledge, our CEUs might give you an advantage during 
your next performance review and your employer will know that the 
investment in your training has been money well spent. Plus, CEUs 
may help maintain licenses and professional society membership. When 
you register for the school, be sure to sign up to take the Continuing 
Education tests. 

For complete information on EGSAs On-Site Power Schools — in- 
cluding a schedule and registration materials — and full details on 
our Continuing Education program, visit us online at www.EGSA. 
org. 

Electrical Generating Systems Association 

1650 South Dixie Highway, Suite 500 
Boca Raton, FL 33432 
Email us at e-mail@egsa.org 
Visit us online at www.EGSA.org 






New EGSA Members 


Alaska Prime Power (DD) 

Palmer, AK 

(907) 745-1242 Fax (907) 745-1242 

Contact: Clint Stark, Owner 
Business: Alaska Prime Power is primarily a 
service and installation organization for power 
generating equipment. 

American Generator Services LLC . . (AE) 

Hollywood, FL 

(954) 850-4474 Fax (954) 965-0833 

Contact: James Oberlander, President 
Business: American Generator Services pro- 
vides generator maintenance and repairs of 
industrial and commercial generators ranging 
from 20 kW to 2000 kW. 

American Solenoid Company (M F) 

Somerset, NJ 

(732) 560-1240 Fax (732) 560-8823 

Contact: Raymond Parello, Vice President 
Business: Rotary cam switches, generator re- 
connect switches, metering switches 

Bigelow Electrical Co., Inc (DD) 

Worcester, MA 

(508) 852-5000 Fax (508) 853-2010 

Contact: Norman E. Faucher, Sales Manager 
Business: Facilities electro-mechanical ser- 
vices; onsite repair/maintenance; emergency 
response — breakdowns; pick-up and delivery 
service. 

City of Ocala Fleet Management . . . (AD) 

Ocala, FL 

(352) 351-6760 Fax (352) 351-6661 

Contact: Becky Strange, Service Writer 
Business: We are a fleet management facility 
for the City of Ocala that maintains, repairs, 
services and load test approx. 60 portable and 
stationary generators. Units are broad range 
of vendors that include CAT, Olympian, Kato, 
Perkins, John Deere, Cummins, Onan and Gen- 
erac from 1 K up to 2,000 K. 


Fun Deal Inc (AE Full) 

Black Canyon, AZ 

(623) 374-9060 Fax (623) 374-0333 

Contact: Lee Gillespie, President 
Business: Generator repair. 

Gen-Tech Warranty Inc (AE Full) 

Oakland Park, FL 

(800) 986-9935 Fax (954) 618-0524 

Contact: Mike Cottel, President 
Business: We have various protection pro- 
grams for manufacturers and Distributor/Deal- 
ers such as extended warranties and service 
contracts underwritten by Amtrust Insurance 
and Lloyds of London. We only deal with the 
generator industry. 

Inselec, S.A. de C.V (DD) 

Mexico D.F., Mexico 

(52) 55-53673338 Fax (52) 55-53927343 
Contact: Ignacio Reyes, Sales Manager 
Business: Distribute and service generation 
products. 

JAS Integrated 

Products Corporation (MF) 

Ocala, FL 

(352) 671-9006 Fax (352) 671-9008 

Contact: Randy N. Slaven, VP Business Devel- 
opment 

Business: Professional integrator of generator 
sets and pump packages for engine distributors 
worldwide. Manufacturer of UL listed fuel base 
tanks up to 5,000 gallons. Custom weather- 
proof, sound attenuated, and wind load-rated 
enclosures manufactured in steel, aluminum 
and stainless steel. Container packages and 
DOT trailers for all applications. 

Jon Christopher Gilbert (AF) 

Highland Springs, VA 
(804) 428-5677 

Contact: Jon Christopher Gilbert 


Judy Anderson (AF) 

Austin, TX 
(512) 517-3006 

Contact: Judy Anderson, Student 

Magnum Products LLC (MF) 

Berlin WI 

(920) 361-4442 Fax (920) 361-2214 
Contact: Michael T. Joseph, National Sales 
Manager 

Business: Magnum Products LLC is a leading 
manufacturer of mobile light towers, (6, 8 or 
20 kW generator sets) mobile & lite generators, 
(8 kW - 371 kW) mobile water trailers (500 
gallon capacity) and mobile trash pumps. A dry 
prime trash pump 4” flow up to 1600 GPM 6” 
flow up to 2650 GPM. Wet prime trash pump 
4” flow up to 800 GPM & 6” flow up to 1550 
GPM. Mobile generators are available skid or 
trailer mounted - trailers from 3500-8000 lbs. 


Nelson Justice (AF) 

Copperas Cove, TX 
(254) 547-8482 
Contact: Nelson Justice 

SAVCO (AE) 


Petit Valley, Trinidad West Indies 
(868) 637-6779 Fax (868) 633-7602 
Contact: Stephen Vieira 

Business: A small service company doing re- 
pairs and maintenance on stand-by generators. 
We have five technicians and two administra- 
tive staff. 

Sergio Sanchez (AF) 

Cuernavaca, Morelos Mexico 
Contact: Sergio Sanchez, Student 



JHcPhersoit 

Can trots 


Uncompromising Quality 
m ^ Unbeatable. f?rices_ 


We carry more then 25 different AVRs models 


4501 NW27 Awe 
Miami, Florida USA 
3C5-fl34-t51t 

hllp /Mww mcph ersDncontrols cum 


Dealer price 
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If PERFECT VISION 

is 20/20... 



the NEW 


DGC-zaza 

• Local/Remote Genset Control 

• Genset Metering and Protection 

• Programmable Logic 

• SAE J1939 Engine Communications 

• Automatic Transfer Switch Control 

• Rugged, Reliable, Easy to Use 


DGC-2020 Genset Controller 


is the CLEAR CHOICE 



Basler Electric 



Highland, IL 62249 USA 


Tel: +1 618.654.2341 • Fax: +1 618.654.2351 


www. ba ster.ca m/20 20 ■ inf o@ ba sfer. c o m 


No.1300 North Zhongshan Road 
Wujiang Economic Development Zone 
Suzhou, Jiangsu Province - P.R. China 215200 

Tel: +86 (0)512 6346 1730 
Fax: +86 (0)512 6346 1760 

beichina@basler.com 

P.A.E. les Pins 
6731 9 Wasselonne 
Cedex France 

Tel: +33 3.88.87.1010 
Fax: +33 3.88.87.0808 
beifrance@basler.com 





You 
Total 


The ASCO 4000 Se- 
ries Digital Generator 
Paralleling Control 
Switchgear enables 
you to customize a power 
control system that satisfies 
your specific requirements. 

Build a system from 
scratch that starts, synchro- 
nizes, parallels, monitors 
and protects prime, emer- 
gency, and standby power 
systems. 

You can even specify 
the brands of engine-gen- 
erators and circuit breakers 
you prefer. Industry leading 


load bus optimization and 
load management exper- 
tise is standard. 

And standard engineer- 
ing design reduces lead 
and delivery times, facili- 
tates installation and start 
up, and empowers you to 
meet the pressures of tight 
deadlines. 

The control switch- 
gear, of course, is listed to 
UL 1 558. 

Take control. Email 
brian.phelan@asco.com for 
a 1 6-page color brochure 
describing the switchgear 
in detail. 

Or call toll free 800- 
800-ASCO, or visit 


www.ascopower.com. 
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